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THE  WHITE  HOUSE 

WASH  I  NGTON 

June  2,  1980 

Dear  Mr.  Freeman: 

As  Chairperson  of  the  Consumer  Affairs  Council  and  on  behalf  of 
President  Carter,  I  am  pleased  to  approve  the  General  Services 
Administration's  consumer  program  established  under  Executive 
Order  12160.  The  GSA  program  will  play  a  vital  role  in  assuring 
that  consumer  interests  will  be  an  integral  part  of  agency 
decisionmaking . 

The  publication  of  agency  consumer  programs  on  June  9  will  mark 
the  culmination  of  several  years  of  work  by  many  capable  and 
dedicated  people  both  within  and  outside  the  government.  The 
contribution  and  assistance  provided  by  Mr.  David  Peterson  and 
Ms.  Eleanor  Kelly  of  your  staff  have  been  particularly  helpful. 

The  fact  that  Mr.  Peterson  will  report  directly  to  you  on  the 
consumer  program  should  give  him  the  opportunity  to  review  agency 
rules,  policies,  programs  and  legislation  in  order  to  assess  their 
potential  impact  on  consumers.  The  program  is  further  strengthened 
by  the  establishment  of  an  agency  consumer  committee  and  by  the 
mechanism  for  receiving  complaints  from  Federal  agencies  and 
employees.  I  continue  to  be  grateful  for  the  fine  contribution 
which  GSA  has  made  through  the  Consumer  Information  Center,  the 
system  of  Federal  Information  Centers,  and  the  Federal  Register. 

I  am  also  very  pleased  about  GSA's  plan  to  include  a  special  "finding 
aid"  in  the  Federal  Register  to  identify  items  of  interest  to 
consumers.  I  look  forward  to  working  with  you  and  other  Federal 
agencies  to  make  this  important  project  a  success. 


With  the  publication  of  each  agency's  final  program,  a  new  phase  of 
our  work  bejgins.  This  office  will  work  closely  with  you  in  monitoring 
the  effectiveness  of  the  GSA  consumer  program  in  meeting  the  standards 
of  the  Order  and  in  achieving  the  objectives  you  have  set  for  the 
agency.  During  this  time  my  staff  and  I  will  be  available  to  help  in 
any  way  we  can.  I  will  be  reporting  to  the  President  at  the  end 
of  each  fiscal  year  on  government-wide  progress  under  the  Order,  and 
I  am  sure  that  these  reports  will  reflect  considerable  success. 


Thank  you  for  doing  your  part  in  this  effort.  I  am  confident  that 
implementing  this  Executive  Order  will  an  important  contribution 

to  consumer  welfare  in  the  United  St; 


:her  pe'tefrs'on 
icial  Assistant  to  the  President 
for  Consumer  Affairs 


The  Honorable  Rowland  G.  Freeman,  III 
Administrator,  General  Services  Administration 
Washington,  D.  C.  20405 

BILLING  CODE  6820-34-C 
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GENERAL  SERVICES  ADMINISTRATION 

Consumer  Program— Implementation  of  Executive  Order 
12160 

AGENCY:  General  Services  Administration. 

ACTION:  Consumer  program. 

SUMMARY:  The  General  Services  Administration  (GSA)  is 
expanding  its  current  consumer  activities.  This  consumer 
program  follows  the  guidelines  in  Executive  Order  12160  (44 
FR  55787,  Sept,  26, 1979). 

EFFECTIVE  DATE:  July  9, 1980. 

ADDRESS:  General  Services  Administration  (XC), 

Washington,  DC  20405. 

FOR  FURTHER  INFORMATION  CONTACT:  David  F.  Peterson, 
Office  of  Consumer  Affairs  (202-566-1794) 

AUTHORITY:  In  accordance  with  Executive  Order  12160,  the 
General  Services  Administration  issues  the  following 
consumer  program: 

Background 

The  General  Services  Administration  (GSA)  established 
policy  and  provides  for  the  Government  an  economical  and 
efficient  system  for  the  management  of  its  property  and 
records,  including  construction  and  operation  of  buildings; 
procurement  and  distribution  of  supplies;  utilization  and 
disposal  of  property;  transportation,  traffic,  and 
communications  management;  stockpiling  of  strategic 
materials;  and  the  management  of  the  Government-wide 
automatic  data  processing  resources  program. 

GSA  is  administratively  divided  into  six  Services — 
Automated  Data  and  Telecommunications  Service,  Federal 
Property  Resources  Service,  Federal  Supply  Service, 

National  Archives  and  Records  Service,  Public  Buildings 
Service,  and  Transportation  and  Public  Utilities  Service — 
and  five  Staff  Offices — Office  of  General  Counsel,  Office  of 
Acquisition  Policy,  Office  of  External  Affairs,  Office  of 
Human  Resources  and  Organization,  and  Office  of  Plans, 
Programs,  and  Financial  Management. 

Although  GSA  Services  are  primarily  directed  to  other 
Federal  agencies,  there  are  three  programs  within  GSA  that 
are  especially  consumer-oriented:  The  Consumer 
Information  Center  (CIC),  the  Federal  Information  Center 
(FIC),  and  the  Office  of  the  Federal  Register  (OFR).  GSA’s 
consumer  program  focuses  on  the  activities  of  these  three 
programs. 

Preamble 

This  GSA  consumer  program  incorporates  many  of  the 
comments  we  received  following  our  publication  of  a  draft 
consumer  program  in  the  Federal  Register  on  December  10, 
1979  (44  FR  71200-71204).  We  appreciate  the  interest  and 
time-consuming  efforts  of  those  who  submitted  comments. 
The  GSA  consumer  affairs  staff  reviewed  and  included  many 
of  these  comments  in  this  current  program.  We  also 
reviewed  and  incorporated  many  of  the  internal  GSA  staff 
comments  and  those  provided  by  the  staff  of  the  Interagency 
Consumer  Affairs  Council.  GSA  welcomes  additional 
comments  on  this  current  consumer  program  as  we  plan  to 
periodically  refine  our  program  to  meet  the  ever-changing 
needs  and  interests  of  consumers. 

GSA  received  comments  from  a  variety  of  sources  during 
the  90-day  comment  period.  The  38  comments  we  received 
include:  6  from  individual  consumers;  9  from  consumer 
organizations;  8  from  business  or  trade  associations;  and  15 
from  the  internal  review  by  the  Heads  of  GSA  Services  and 
Staff  Offices  and  Regional  Administrators. 


These  comments  assisted  the  GSA  consumer  affairs  staff 
in  our  evaluation  of  the  draft  consumer  program.  In 
summary,  favorable  comments  addressed  the  quality  and 
usefulness  of  GSA’s  Information  Materials  and  the 
Education  and  Training  programs  outlined  in  the  draft 
program;  while  other  comments  suggested  that  we  broaden 
the  scope  of  the  draft  program,  particularly  on  the  Consumer 
Affairs  Perspective,  Consumer  Participation,  and  Complaint 
Handling  sections.  The  latter  highlighted  the  need  for  greater 
consumer  representation  throughout  GSA  and  for  the 
establishment  of  a  mechanism  to  handle  consumer 
complaints  about  the  agency’s  performance. 

We  received  specific  comments  on  each  of  the  sections  of 
the  draft  program.  Comments  pertaining  to  the  Consumer 
Affairs  Perspective  section  concerned  the  experience  and 
expertise  of  the  consumer  affairs  staff  to  participate  in 
agency  rulemaking,  policy-setting,  etc.,  and  the  ability  of  the 
Director  of  Consumer  Affairs  (DCA)  to  independently  assess 
issues  affecting  consumers.  Another  comment  suggested 
earlier  notification  and  involvement  of  the  consumer  affairs 
staff  in  all  GSA  activities.  These  comments  have  been 
addressed  in  this  current  program  by  our  broadening  and 
strengthening  the  agencywide  consumer  order  which  will  be 
issued  within  30  days  of  the  publication  of  this  program. 

Several  Consumer  Participation  comments  stressed  the 
need  to  provide  funding  for  interested  consumer  participants. 
One  of  these  comments  suggested  that  GSA  provide  funds 
for  expenses  consumers  incur,  such  as  office  supplies, 
copying,  postage,  etc.  Others  emphasized  that  paid  public 
participation  would  permit  the  best  mechanism  for  involving 
a  greater  number  of  technically  competent  viewpoints.  And 
finally,  some  suggested  the  development  of  a  "how  to 
participate  at  GSA"  publication  to  encourage  wider,  more 
competent  participation  as  well  as  a  more  specific  program 
of  consumer  forums.  We  are  considering  these  suggestings 
and  will  assess  the  need  for  expansion  of  this  current 
program  as  we  proceed  with  its  implementation.  Increased 
outreach  efforts  through  newspaper  notices,  newsletters, 
bulletins,  and  organization  mailing  lists  were  suggested  to 
increase  consumer  participation.  These  suggestions  are 
included  in  the  procedural  options  for  consumer 
participation  outlined  in  this  current  program. 

Specific  comments  on  Information  Materials  development 
included  the  following  suggestions:  develop  educational 
materials  about  consumer  participation  at  GSA;  make 
available  consumer  publications  on  GSA-conducted  product 
tests;  and  publish  a  newsletter  or  bulletin  about  GSA’s 
consumer-related  activities.  We  do  not  plan  to  develop  any 
of  these  materials  at  this  time  but  will  review  these 
suggestions  once  the  expanded  GSA  consumer  program  is 
underway.  In  response  to  one  suggestion,  the  Consumer 
Information  Center  already  uses  cable  television  during  its 
annual  public  service  campaign  to  reach  a  wider  consumer 
audience.  As  suggested,  GSA  will  give  greater  visibility  or 
credit  lines  to  organizations  who  assist  in  the  revision  of  our 
consumer  publications.  One  comment  expressed  concern 
that  information  materials,  expecially  audiovisual  materials, 
be  produced  and  distributed  in  compliance  with  existing 
OMB  Circulars  A-76  and  A-114.  The  GSA  Office  of 
Acquisition  Policy  and  the  National  Archives  and  Records 
Service  have  been  assigned  responsibility  for 
implementation  of  OMB  Circulars  A-76  and  A-114, 
respectively.  As  suggested,  information  materials  for  open 
meetings  and  the  responsibility  of  the  Director  of  Consumer 
Affairs  for  these  meetings  are  more  clearly  outlined  in  this 
current  program.  Finally,  one  consumer  suggested  the  use  of 
community  service  center  newspapers  to  expand  our 
consumer  outreach.  Some  community  weekly  and  daily 
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papers  are  included  in  the  Consumer  Information  Center’s 
mailing  lists.  We  will  continue  to  expand  our  use  of  these 
newspapers  in  the  CIC’s  and  other  GSA  outreach  efforts. 

One  comment  about  the  Education  and  Training  section 
stated  that  the  draft  program  did  not  explain  how  decisions 
will  be  made  to  determine  staff  education  and  training 
needs.  Approval  by  the  Director  of  Consumer  Affairs  will  be 
required  and  is  stated  in  this  current  program. 

Complaint  handling  comments  included:  Concern  for  the 
handling  of  Federal  employee  complaints;  and  the  need  for 
local  contacts  for  individual  consumers  or  consumer 
organizations  who  have  complaints  about  GSA’s 
performance.  These  suggestions  are  incorporated  into  this 
current  program,  which  outlines  procedures  for  both  of  these 
complaint  handling  mechanisms.  Another  comment 
suggested  that  we  notify  the  consumers  of  actions  being 
taken  and  the  actual  disposition  of  their  complaints.  The 
CIC.  FIC,  and  OFR  complaint  handling  systems  already 
include  this  type  of  notification.  With  the  establishment  of 
the  new  complaint  handling  procedures  outlined  in  this 
current  program,  this  concern  will  be  addressed  throughout 
the  agency. 

In  addition  to  the  above  specific  comments,  we  received 
general  comments  on  the  GSA  draft  program.  These 
miscellaneous  comments  concerned  the  need  for  a  clearer 
statement  of  the  reporting  relationship  between  the  Director 
of  Consumer  Affairs  and  the  Administrator  of  General 
Services  and  for  a  strengthening  of  the  agencywide  order  to 
describe  and  implement  all  sections  of  the  program, 
including  consumer  participation.  These  suggestions  have 
been  included  in  this  current  consumer  program.  Several 
general  comments  requested  an  expansion  of  GSA’s  “public" 
to  include  Federal  employees  and  all  consumers  (taxpayers). 
These  other  “publics”  are  included  in  the  complaint 
Handling  section  of  this  current  consumer  program. 

This  current  GSA  consumer  program  contains  additions, 
clarifications,  and  changes  which  were  suggested  in  the 
comments  we  received  on  our  draft  program.  The  changes 
that  appear  in  the  current  program  are: 

1.  Broadening  of  the  consumer  affairs  perspective 
throughout  GSA  by  expanding  the  agencywide  consumer 
order  to  include  all  five  elements  of  the  program; 

2.  Appointment  of  key  officials  in  GSA  Services  who  will 
work  closely  with  the  DCA  to  ensure  early  and  meaningful 
consumer  participation; 

3.  Establishment  of  an  intra-agency  consumer  committee, 
chaired  by  the  DCA,  which  will  meet  on  activities  related  to 
the  implementation  and  expansion  of  this  program; 

4.  Assessment  of  the  usefulness  of  the  informational 
brochure  describing  the  FIC  program; 

5.  Timetable  for  establishing  the  new  “finding  aid"  for 
consumer-interest  documents  in  the  Federal  Register; 

6.  Role  of  the  DCA  in  developing  information  materials  on 
agenda  of  public  meetings; 

7.  Expansion  of  education  and  training  of  consumer  affairs 
staff  to  include  intra-agency  consumer  committee  designees; 

8.  Description  of  complaint  handling  system  for  Federal 
agency/Federal  employee  complaints  about  the  performance 
of  GSA; 

9.  Description  of  complaint  handling  system  with  local 
contacts  for  consumer  organizations  and  individual 
consumer  complaints  about  GSA  activities;  and 

10.  Strengthening  of  the  role  and  reporting  relationship  of 
the  GSA  Director  of  Consumer  Affairs. 

The  above  changes  were  incorporated  into  the  current 
program  to  broaden  and  strengthen  the  consumer 
perspective  in  all  GSA  activities.  The  changes  are  reflected 
in  each  of  the  five  sections  of  the  program  and  the  Oversight 
section  as  well. 


Some  suggestions  that  we  received  have  not  been  included 
in  the  current  program.  These  include: 

1.  Development  of  consumer  information  on  GSA- 
conducted  product  tests; 

2.  Funding  for  consumer  participants  in  GSA  rulemaking, 
policy-setting,  and  program  determination; 

3.  More  specific  program  of  consumer  forums; 

4.  Development  of  classroom  (kindergarten — 12th  grade) 
educational  materials  about  consumer  participation  in  GSA 
activities;  and 

5.  Development  of  an  agency  consumer  newsletter  or 
bulletin  about  GSA’s  consumer  related  activities. 

GSA  does  not  compare  or  test  all  brands  of  consumer 
products  in  a  given  product  category  to  make  its  purchase 
decisions.  Therefore,  we  cannot  develop  useful  information 
for  comparative  consumer  shopping.  At  this  time,  the  GSA 
Director  of  Consumer  Affairs  has  not  found  that  a  need 
exists  for  the  programs  and  materials  mentioned  in  2,  3,  4, 
and  5,  above.  As  this  consumer  program  is  implemented,  the 
DCA  will  assess  the  need  for  these  additional  activities  and 
amend  the  GSA  consumer  program  accordingly. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

The  professional  staffs  of  the  Consumer  Information 
Renter  and  the  Federal  Information  Center  programs  will 
constitute  the  Consumer  Affairs  staff  of  the  General  Services 
Administration.  The  staff  members  involved  with  the  Office 
of  the  Federal  Register  consumer  function  will  work  closely 
with  the  Consumer  Affairs  staff  of  GSA. 

The  Administrator  of  General  Services  will  issue  an 
agencywide  order  to  establish  procedures  for 
implementation  of  this  consumers  program  for  the  principal 
operating  components  of  the  agency.  This  order  would  be 
effective  within  30  days  of  the  publication  of  this  consumer 
program.  The  order  will  require  the  appointment  of  a  key 
official  at  the  policy-making  level  from  each  of  the  six  GSA 
Services;  the  Office  of  General  Counsel;  and  the  CIC,  FIC, 
and  OFR  to  serve  on  an  intra-agency  consumer  committee. 
This  consumer  committee  will  be  chaired  by  the  GSA 
Director  of  Consumer  Affairs  and  will  meet  to  discuss 
activities  related  to  the  implementation  and  expansion  of 
this  consumer  program.  The  specific  responsibilities  of  the 
consumer  designees  from  the  GSA  Services  are  discussed 
under  the  appropriate  headings  thoughout  this  program.  The 
agencywide  order  will  also  designate  the  eleven  GSA 
Assistant  Regional  Administrators  for  External  Affairs  to 
handle  complaints  from  community  organizations  and 
individual  consumers  about  GSA  performance,  programs,  or 
policies.  It  will  be  the  responsibility  of  each  Assistant 
Regional  Administrator  for  External  Affairs  to  report  to  the 
GSA  Director  of  Consumer  Affairs  concerning  the  nature  and 
disposition  of  these  complaints.  The  DCA  will  analyze  and 
evaluate  complaint  patterns  to  monitor  GSA  responsiveness 
to  consumers. 

Staff  Location 

The  Consumer  Information  Center  and  Federal 
Information  Center  will  report  directly  to  the  Director  of 
Consumer  Affairs  for  the  General  Services  Administration. 
The  Director  of  Consumer  Affairs  will  monitor  and 
coordinate  the  consumer  activities  performed  by  the  Office 
of  the  Federal  Register  and  other  GSA  operating  components 
through  the  consumer  designees  from  the  Services  and  the 
Assistant  Regional  Administrators  for  External  Affairs, 
when  appropriate.  The  Director  of  Consumer  Affairs  will 
report  directly  to  the  Administrator  of  General  Services  on 
implementation  of  this  consumer  plan. 
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Size  and  Resources 

The  Consumer  Information  Center  was  established  by 
Executive  Order  11566  in  1970,  and  its  staff  consists  of  19 
persons,  including  consumer  information  and  consumer 
media  specialists.  The  Center  has  two  basic  responsibilities: 
To  encourage  Federal  departments  and  agencies  to  develop 
and  release  relevant  and  useful  consumer  information,  and 
to  increase  public  awareness  of  and  access  to  Federal 
consumer  information.  The  Center  maintains  an  active 
liaison  program  with  more  than  two  dozen  Federal 
departments  and  agenices  to  accomplish  these  missions. 
Dissemination  of  consumer  information  is  carried  out  by 
publication  of  the  quarterly  Consumer  Information  Catalog, 
in  coordination  with  the  media,  to  publicize  the  availability 
of  consumer  information;  and  distribution  of  Federal 
consumer  publications  through  the  Center’s  distribution 
facility  in  Pueblo,  Colorado. 

The  Federal  Information  Center  program  was  established 
to  assist  persons  seeking  information  about  the  Federal 
Government  and  its  programs.  The  program  was  established 
solely  for  the  benefit  of  the  consumers  and  users  of 
Government  services  who  have  questions  about  the 
Government  but  do  not  know  where  to  access  the  system  to 
find  the  answers.  An  FIC  headquarters  staff  of  7  persons  and 
a  field  staff  of  148  persons,  located  in  38  key  cities  across  the 
country,  provide  in-person  and  toll-free  telephone 
information  services  to  approximately  50  percent  of  the  U.S. 
population. 

The  Office  of  the  Federal  Register  (OFR)  comprises  90 
persons  and  is  responsible  for  the  publishing  of  the  daily 
Federal  Register,  which  contains  all  Presidential 
proclamations,  Executive  orders,  and  Federal  Government 
rules  and  regulations  (final  and  proposed),  and  of  the  Code 
of  Federal  Regulations,  which  is  the  codification  of  the 
current  general  and  permanent  regulations  of  Federal 
agencies  and  is  republished  annually.  Presidential  speeches 
and  other  materials  made  public  by  the  White  House  are 
published  in  the  Weekly  Compilation  of  Presidential 
Documents  and  annually  in  the  Public  Papers  of  the 
Presidents.  The  OFR  provides  additional  information  on 
Federal  agencies  in  the  annual  United  States  Government 
Manual. 

Responsibilities 

The  CIC,  FIC,  and  OFR  staffs  will  continue  their  regular 
operating  procedures  to  accomplish  the  responsibilities 
listed  above.  These  staffs  will  work  closely  together  to 
coordinate  consumer  activities  within  GSA. 

Participation  in  Development  and  Review  of  Agency  Rules, 
Policies,  Programs  and  Legislation 

The  Administrator  of  General  Services  will  issue  within  30 
days  of  publication  of  this  program  an  agencywide  consumer 
order.  The  order  will  require  the  appointment  of  a  key 
policy-level  official  from  each  of  the  six  GSA  Services  and 
the  Office  of  General  Counsel  who  will  be  responsible  for 
notifying  the  DCA  of  pending  actions  (e.g.,  rules,  programs, 
and  policies)  within  their  units  that  may  have  a  potentially 
significant  impact  on  the  economic  well-being  or  quality  of 
life  of  consumers.  Upon  review  of  the  proposed  action  and 
subsequent  determination  by  the  DCA  that  an  agency  action 
does  significantly  affect  consumers,  the  DCA  will  submit 
written  comments  on  proposals  in  order  to  present  the 
consumer  viewpoints,  and  the  DCA  will  be  included  in  the 
formal  GSA  clearance  procedures  before  a  final  agency 
determination  is  made.  The  DCA  will  also  meet  with  the 
Service  consumer  designee  to  determine  the  appropriate 
avenue  for  consumer  participation. 


In  addition,  the  agencywide  consumer  order  will  give  the 
DCA  authority  to  independently  monitor  and  assess  GSA 
actions  in  terms  of  their  consumer  impact  and  to  become 
involved  in  any  agency  issues  that  the  DCA  determines  will 
have  significant  consumer  impact. 

n.  CONSUMER  PARTICIPATION 

When  the  Director  of  Consumer  Affairs  determines  that  a 
proposed  GSA  program  or  policy  significantly  affects 
consumers,  the  DCA  will  ensure  that  the  originating  unit 
within  GSA  observes  specific  procedures  for  early  and 
meaning  participation  by  consumers.  The  agencywide 
consumer  order  mentioned  above  will  assign  monitoring  and 
coordinating  responsibilities  for  consumer  participation  to 
the  DCA.  Consumer  participation  procedures  will  be 
governed  by  the  GSA  Order,  Improving  GSA  regulations 
(ADM  1812.3),  issued  in  compliance  with  Executive  Order 
12044.  These  procedures  became  effective  December  1, 1978. 
The  originating  GSA  unit  may  consider  the  following 
procedural  options  for  inviting  consumer  comments:  (1) 
Publishing  an  advance  notice  of  proposed  rulemaking  in  the 
Federal  Register;  (2)  holding  open  conference  or  public 
meetings;  (3)  sending  notices  of  proposed  actions  to 
publications  that  are  likely  to  be  read  by  persons  who  will 
be  affected;  or  (4)  notifying  interested  persons  directly.  The 
DCA  will  assist  the  GSA  Services  in  their  holding  of 
consumer  forums;  e.g.,  in  the  development  and  dissemination 
of  outreach  materials,  the  determination  of  forum  agendas, 
GSA  participants,  location,  etc.  The  DCA  will  also  assist  in 
evaluating  the  consumer  comments  received  and  in 
establishing  an  evaluation  plan  for  the  final  action,  focusing 
on  its  effect  on  consumers. 

Additional  Avenues  for  Participation 

The  Consumer  Information  Center  will  continue  to 
regularly  conduct  national  consumer  surveys  to  identify 
consumer’s  informational  needs.  These  surveys  involve 
interviewing  2,500  consumers  with  diverse  demographic 
characteristics  in  order  to  pinpoint  their  need  for  specific 
publications.  Survey  results  are  reported  by  the  age,  sex, 
geographical  location,  income,  and  education  of  the 
respondents.  The  Center  then  encourages  the  development  of 
Federal  consumer  information  based  on  these  consumer 
surveys  and  also  learns  what  methods  of  information 
dissemination  to  use. 

The  Center  also  conducts  audience  surveys  to  obtain 
consumer  views  concerning  ways  to  improve  the  CIC 
program.  Once  each  quarter,  questionnaires  are  enclosed 
with  1,500  randomly  selected  outgoing  orders.  They  are 
designed  to  elicit  advice  and  suggestions  for  new 
publications  and  also  ask  about  the  Center’s  service;  e.g., 
whether  the  consumer  was  satisfied  with  the  publications, 
how  long  it  took  to  receive  the  order,  and  what  the  Center 
can  do  to  improve  the  service. 

The  Center  will  establish  publications  evaluation  surveys 
on  a  regularly  scheduled  basis  to  improve  the  quality  of 
Federal  consumer  pamphlets.  These  surveys  invite  consumer 
suggestions  for  making  revisions  of  consumer  publications 
more  useful.  The  Center  will  undertake  a  more  extensive 
analysis  of  consumer  mail  and  telephone  inquiries  and  will 
expand  external  liaison  efforts  with  national,  State,  and 
local  consumer  organizations  to  obtain  meaningful  consumer 
participation  in  program  direction  and  development. 

The  Federal  Information  Centers  will  encourage  and  assist 
consumers  who  are  interesed  in  participating  in  Federal 
agency  rulemaking.  The  staff  members  will  use  the 
specialized  training  detailed  in  Section  IV,  Education  and 
Training,  to  more  fully  assist,  the  public  in  participating  in 
the  rulemaking  processes.  The  FIC’s  will  develop  and  keep 
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current  a  list  specifying  the  person  within  each  department 
and  agency  responsible  for  public  participation  programs. 
Additionally,  each  F1C  will  obtain  and  post  notices  of  public 
hearings.  The  Centers  will  have  available  for  the  public  a  60- 
day  file  of  Federal  Registers  if  there  is  no  library  in  the 
building  with  a  more  extensive  file. 

The  Office  of  the  Federal  Register  will  continue  to  expand 
its  consumer  education  workshops  designed  to  assist 
consumers  in  using  the  Federal  Register/Code  of  Federal 
Regulations  system  more  effectively.  A  new  segment  will  be 
added  to  specifically  focus  on  the  public’s  right  to  participate 
in  the  rulemaking  process  and  to  present  guide-lines  for 
effective  participation.  The  workshop  information  will  be 
compiled  into  a  self-teaching  text.  This  text  would  be 
publicized  by  U.S.  Government  Printing  Office,  the  CIC,  and 
the  FIC  and  would  be  available  for  purchase  through  the 
Superintendent  of  Documents  by  consumers  unable  to  attend 
the  workshop. 

III.  INFORMATION  MATERIALS 
Agency  Information  Services 

1.  Usefulness  of  Current  Material 

The  Consumer  Information  Center  conducts  programs  to 
develop  and  disseminate  consumer  information.  The  Center 
encourages,  coordinates,  and  assists  Federal  agencies  in  the 
development  and  distribution  of  consumer  information 
publications  through  the  Consumer  Information  Catalog  and 
use  of  the  Center’s  distribution  facility  in  Pueblo,  Colorado. 
The  Catalog,  published  quarterly,  lists  more  than  200  of  the 
best  Federal  Government  consumer  booklets  and  covers  a 
broad  range  of  consumer  topics.  In  FY  1979,  the  Center 
distributed  more  than  22  million  consumer  publications.  The 
Center’s  media  program  includes  the  development  of 
biweekly  consumer  news  releases  and  monthly  radio  and 
television  scripts  that  highlight  publications  in  the  Catalog 
and  other  topics  of  current  consumer  interest.  The  media 
staff  also  provides  a  media  “hotline"  service  for  consumer 
reporters  seeking  Federal  consumer  information  assistance. 
Additionally,  the  Center  conducts  an  annual  public  service 
campaign  to  increase  awareness  of  the  Catalog  and  Federal 
consumer  publications.  The  campaign  involves  the 
development  of  television,  radio,  and  print  public  service 
announcements.  More  than  450,000  Catalogs  were 
distributed  as  a  result  of  the  FY  1979  public  service 
campaign.  Special  efforts  are  made  to  reach  Spanish¬ 
speaking  consumers  through  the  Lista  de  Publicaciones 
Federales  en  Espanol  para  el  Consumidor.  This  listing  gives 
titles  and  ordering  instructions  for  Federal  consumer 
publications  available  in  Spanish.  The  listing  is  distributed 
free  to  educators,  libraries,  community  leaders,  and 
consumer  organizations.  The  Center  also  provides  news 
releases  and  scripts  to  the  Spanish  media  as  well  as 
prerecorded  Spanish-language  consumer  features.  In 
quarterly  audience  surveys  the  Center  has  consistently 
received  an  over-90-percent  approval  rate  on  questions 
concerning  user  satisfaction. 

The  Federal  Information  Center  network  is  cuurently 
composed  of  FIC’s  serving  85  major  metropolitan  areas. 
These  centers  provide  in-person  or  toll-free  telephone 
informational  services  to  more  than  50  percent  of  the  U.S. 
population.  The  Centers  currently  distribute  an  information 
brochure  describing  the  FIC  services  and  listing  the 
addresses  and  telephone  numbers  of  the  FIC’s  across  the 
country,  the  Consumer  Information  Catalog,  and  a  selection 
of  other  Federal  Government  consumer  publications.  A 
publication  evaluation  survey  will  be  conducted  within  60 
days  of  publication  of  this  program  by  the  Consumer 
Information  Center  to  assess  the  usefulness  of  the  FIC 


brochure.  A  revision  of  this  brochure  will  include  a  review  of 
the  consumer  comments  received  in  this  survey. 

The  Office  of  the  Federal  Register  publishes  the  daily 
Federal  Register  and  the  Code  of  Federal  Regulations,  which 
is  published  annually.  These  publications  inform  consumers 
of  the  workings  of  their  Government.  The  Federal  Register  is 
of  particular  importance  to  consumers  because  it  is  the  only 
publication  that  covers  all  proposed  Federal  regulations  and 
tells  consumers  how,  when,  and  where  to  express  their 
viewpoints. 

2.  Plans  for  Improvement 

The  Consumer  Information  Center  will  continue  all  of  its 
consumer  information  programs  listed  above.  The  CIC  media 
program  will  be  expanded  to  include  26  additional  consumer 
news  releases  annually  and  will  increase  its  efforts  to 
encourage  major  national  magazines  to  promote  consumer 
information  through  feature  articles. 

The  CIC  will  encourage  and  assist  the  National 
Audiovisual  Center,  located  in  GSA,  with  the  development 
and  distribution  of  a  listing  of  consumer  education  films. 

This  pamphlet  would  be  an  interagency  listing  of  educational 
films  on  consumer  topics  available  through  the  National 
Audiovisual  Center. 

In  FY  1980,  the  FIC  program  will  begin  an  expansion  effort 
as  follows: 

•  Open  the  first  statewide  operation  by  expanding  the  two 
Florida  FIC’s  to  service  the  entire  State. 

•  Expand  FIC’s  in  Missouri  and  Nebraska  to  statewide 
coverage. 

•  Open  new  FIC’s  in  Kansas  and  Iowa  that  will  provide 
immediate  statewide  service. 

•  Open  a  new  FIC  in  Anchorage,  Alaska. 

The  eventual  goal  of  this  expansion  effort  is  to  provide  100 
percent  of  the  U.S.  population  with  toll-free  telephone  access 
to  an  FIC. 

In  FY  1980  the  FIC  program  will  begin  an  annual  public 
service  campaign  to  publicize  the  increased  availability  of 
FIC  service.  This  campaign  will  use  television  and  radio 
public  service  announcements  to  inform  consumers  of  the 
availability  of  FIC  services. 

New  brochures  detailing  the  FIC  program  and  how  to 
access  it  will  be  prepared  and  promoted  widely  within  local 
communities.  Additionally,  the  Centers  will  distribute  other 
Federal  consumer  publications,  especially  the  Consumer 
Resource  Handbook  from  the  Office  of  Consumer  Affairs 
and  the  Consumer  Information  Center  Catalog.  The  FIC’s 
will  also  develop  special  resource  lists  to  assist  handicapped 
persons.  These  lists  will  identify  Federal  Government  and 
local  community  programs  that  provide  special  services  for 
persons  with  varying  types  of  handicaps. 

There  will  be  a  test  program  in  the  San  Francisco  FIC 
using  a  special  telecommunications  system  that  will  allow 
deaf  persons  to  use  FIC  services.  This  test,  planned  to  begin 
in  1980,  will  be  the  first  time  deaf  persons  will  have  the 
opportunity  to  access  an  FIC. 

The  FIC  headquarters  staff  will  expand  its  liaisons 
program  with  Federal  agencies  to  offer  assistance  to  Federal 
agencies  without  an  extensive  field  structure.  In  the  past  the 
Federal  Comjnunications  Commission  and  the  Office  of 
Copyrights  have  used  the  FIC’s  to  communicate  vital 
information  easily  and  quickly  to  consumers.  The  FIC’s 
ability  to  dispense  information  and  materials  to  consumers 
widely  and  with  dispatch  is  a  device  that  will  be  offered  to 
Federal  agencies. 

The  Office  of  the  Federal  Register  will  be  prepared  to 
develop  a  new  research  tool  or  “finding  aid"  for  consumer- 
interest  documents  within  60  days  of  publication  of  this 
consumer  program.  This  aid  would  appear  in  the  daily 
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Federal  Register  and  would  also  be  included  in  the  monthly 
subject  index  and  the  cumulative  annual  index  from  the 
effective  date  forward.  However,  development  of  this 
research  tool  depends  on  each  publishing  agency  identifying 
their  consumer-interest  documents  upon  submission  to  the 
OFR.  It  will  state  the  matter  being  regulated  in  terms  of  the 
consumer  issue  impacted,  the  subject  matter,  and  the  name 
of  the  agency  issuing  the  document;  e.g.,  Nutrition;  Food 
Labeling;  Food  and  Drug  Administration. 

3.  Officials  Responsible  for  Consumer  Information  Program 

The  GSA  Director  of  Consumer  Affairs  will  be  responsible 
for  planning  and  carrying  out  the  GSA  consumer  information 
program.  The  Director  of  Consumer  Affairs  will  have  direct 
responsibility  for  the  CIC  and  FIC  programs,  and  will  - 
monitor  and  coordinate  the  consumer  information  functions 
of  the  OFR. 

Information  on  Agenda  of  Public  Meetings 

The  agencywide  consumer  order  will  require  the  consumer 
designees  from  the  GSA  services  to  notify  the  DCA  of 
meetings  open  to  the  public.  It  will  provide  for  the  DCA’s 
review  of  any  explanatory  materials  developed  for  the  public 
about  the  meetings.  While  formats  may  differ,  these 
materials  will  notify  consumers  and  the  public  of  scheduled 
hearings  and  meetings  open  to  public  participation,  these 
materials  will: 

— Clearly  and  adequately  state  the  issues, 

— Provide  key  questions  or  issues  open  to  comment, 

— Explain  how  and  when  consumer  input  should  be  made, 
and 

— Name  a  contact  person  for  obtaining  additional 
information  and  clarification 

The  designees  will  also  be  responsible  for  developing 
plans  for  their  distribution  of  these  materials.  The  DCA  will 
provide  support  and  guidance  in  monitoring  these  outreach 
efforts. 

IV.  EDUCATION  AND  TRAINING 
Areas  in  Which  Training  Provided 

Executive  Order  12160  requires  that  a  consumer  affairs 
staff  be  identified  in  Federal  agencies,  and  that  this  staff 
review  proposed  and  final  rules  and  regulations  and  policies 
issued  by  the  agency  in  terms  of  their  impact  on  consumers. 
Since  the  Office  of  the  Federal  Register  has  unique  resources 
for  conducting  workshops  and  developing  training  materials 
to  assist  Federal  consumer  staffs  in  reviewing  regulations,  it 
will  offer  1-day  seminars  in  rulemaking  and  its  relationship 
to  the  consumer  affairs  staff.  These  seminars  will  be  offered 
on  a  continuous  and  regularly  scheduled  basis.  Topics  will 
include:  What  is  “readability"  in  Federal  regulations;  basic 
administrative  law;  how  to  structure  rulemaking  to  achieve 
maximum  public  participation;  effective  use  of  semiannual 
agendas  as  a  consumer  tool;  and  how  to  manage,  digest,  and 
analyze  a  large  return  of  comments. 

Responsibility  for  Educating  Staff  Members  About  Consumer 
Program 

The  GSA  Director  of  Consumer  Affairs  will  be  responsible 
for  educating  the  Heads  of  all  GSA  Services  and  Staff 
Offices  and  the  consumer  committee  designees  about 
Executive  Order  12160,  this  consumer  program,  and  the 
agencywide  consumer  order  implementing  this  program. 

Method  of  Education 

The  GSA  Director  of  Consumer  Affairs  has  circulated 
Executive  Order  12160  and  the  proposed  GSA  consumer 
program  to  the  heads  of  all  GSA  Services  and  Staff  Offices. 
The  DCA  will  circulate  this  final  consumer  program  and  the 


agencywide  consumer  order  to  heads  of  all  GSA  Services 
and  Staff  Offices  and  the  consumer  committee  designees. 
These  designees  will  provide  an  avenue  for  the  DCA  to 
periodically  update  the  heads  of  GSA  operating  units  on  the 
implementation  and  expansion  of  this  consumer  program. 

Specialized  Training  for  Consumer  Affairs  Personnel 

The  Office  of  the  Federal  Register  will  conduct  its  1-day 
seminars  in  rulemaking  and  its  relationship  to  the  consumer 
affairs  staff  (described  above)  for  the  Consumer  Information 
Center  and  Federal  Information  Center  headquarters  staffs 
and  the  consumer  committee  designees.  The  supervisor  of 
the  38  FIC’s  will  also  attend  the  OFR  seminar  during  the 
annual  FIC  supervisors’  conference. 

The  CIC  and  FIC  staffs  will  continue  to  attend  and 
participate  in  training  courses  and  workshops  on  topics  of 
consumer  interest.  The  DCA  will  approve  additional  training 
for  the  consumer  affairs  staff  for  complaint  handling, 
consumer  participation  procedures,  and  preparation  of 
consumer  informational  materials  as  needed.  The  CIC  and 
headquarters  staff  of  the  FIC  program  will  arrange  and 
regularly  attend  training  sessions  conducted  by  Federal  and 
non-Federal  resource  persons  who  will  provide  detailed 
explanations  of  issues  and  programs  on  current  consumer 
topics.  Information  from  these  briefings  will  be  furnished  to 
the  38  FIC’s  through  FIC  bulletins. 

Technical  Assistance 

The  consumer  education  workshops  for  consumers, 
described  in  Section  II,  Consumer  Participation,  will  be 
conducted  by  the  Office  of  the  Federal  Register.  These 
workshops  will  focus  on  the  public’s  right  to  participate  in 
the  rulemaking  process  and  will  present  guidelines  for 
effective  participation. 

V.  COMPLAINT  HANDLING 

The  agencywide  order  mentioned  above  will  establish  a 
mechanism  for  the  handling  of  consumer  complaints 
concerning  GSA  performance  and  activities,  and  will 
authorize  the  DCA  to  monitor  these  procedures.  The  order 
will  assign  responsibility  to  the  GSA  Assistant  Regional 
Administrators  for  External  Affairs  in  the  11  GSA  regional 
offices  for  the  handling  of  complaints  from  community 
organizations  and  individual  consumers.  They  will  regularly 
report  to  the  GSA  Director  of  Consumer  Affairs  concerning 
the  nature  and  disposition  of  these  complaints.  Federal 
employee  complaints  concerning  GSA  activities  reach  GSA 
through  the  complaint  mechanisms  established  for  Federal 
agencies.  The  employing  Federal  agency  presents  the 
employee(s)’  complaint  to  the  appropriate  GSA  Service.  In 
the  event  a  Federal  agency  complaint  is  not  resolved  at  the 
Service  level  or  if  it  is  unique  in  nature  or  scope,  the 
complainant  may  appeal  to  the  Customer  Relations  unit  in 
the  GSA  Office  of  External  Affairs.  The  Customer  Relations 
unit  represents  the  Administrator  of  General  Services  in  the 
handling  of  Federal  agency  complaints  not  resolved  at  the 
service  level. 

The  Consumer  Information  Center,  the  Federal  Information 
Center  program,  and  the  Office  of  the  Federal  Register 
routinely  receive  consumer  inquiries  and  complaints.  These 
offices  will  establish  procedures  for  systematically  logging 
in,  routing,  handling,  responding  to,  and  analyzing  consumer 
complaints  and  inquiries. 

The  CIC  currently  acts  as  a  collection  point  for  a  wide 
variety  of  consumer  complaints  and  inquiries.  The  center 
forwards  these  to  the  appropriate  Federal  agencies  and 
directs  consumers  to  either  local  consumer  agencies  or 
private  groups  that  can  help  with  their  particular  problems. 
To  better  service  consumers,  the  Center  is  consolidating  all 
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order  to  present  the  consumer  viewpoint,  and  will  be 
included  in  the  formal  GSA  clearance  procedures  before  a 
final  agency  determination  is  made. 

Dated:  May  22, 1980. 

R.  G.  Freeman  III, 

Administrator  of  General  Services. 

GSA  Consumer  Affairs  Contacts 

Director  of  Consumer  Affairs  (DCA),  David  F.  Peterson,  Director, 
Office  of  Consumer  Affairs,  General  Services  Administration 
(XC),  Washington,  DC  20405,  (202)  566-1794. 

Consumer  Information  Center  (CIC),  Teresa  N.  Nasif,  Deputy 
Director,  Consumer  Information  Center,  General  Services 
Administration  (XCC),  Washington,  DC  20405,  (202)  566-1794. 
Federal  Information  Center  (FIC),  Donald  Knenlein,  Coordinator, 
Federal  Information  Centers,  General  Services  Administration 
(XCF),  Washington,  DC  20405,  (202)  566-1937. 

Office  of  the  Federal  Register  (OFR),  Martha  Girard,  Director, 
Executive  Agencies  Division,  Office  of  the  Federal  Register, 
General  Services  Administration  (NF),  Washington,  DC  20405. 
(202)  523-5240. 

Information  Materials,  contact:  DCA,  CIC,  FIC,  OFR. 

Complaint  Handling,  contact:  DCA,  CIC,  FIC,  OFR,  Regional 
Offices. 

Consumer  Technical  Assistance,  contact:  DCA,  OFR. 

Consumer  Participation,  contact:  DCA,  CIC,  FIC,  OFR. 

(Select  appropriate  office  and  see  addresses  and  phone  numbers 
above.) 


the  complaint  handling  in  one  clearly  defined  area  and  is 
designating  a  full-time  professional  staff  member  to  serve  as 
coordinator.  The  coordinator  will: 

— Maintain  a  log  of  the  number  of  written  and  telephone 
complaints  received,  by  specific  topic.  The  logs  will  state 
what  help  was  given  to  the  consumer  or  to  what  agency  he 
or  she  was  referred: 

— Send  a  followup  letter  to  each  consumer  whose 
complaint  is  referred  to  another  Federal  agency.  On  a  regular 
basis,  the  CIC  will  invite  consumers  to  let  us  know  if  their 
problems  have  been  resolved; 

— Prepare,  on  a  monthly  basis,  a  summary  of  complaints 
and  inquiries,  both  for  internal  use  and  to  be  sent  to  the  U.S. 
Office  of  Consumer  Affairs  (USOCA);  and 

— Maintain  liaison  with  consumer  complaint  units  in  other 
Federal  agencies. 

The  CIC  will  also  promote  to  the  media  and  the  public  the 
availability  of  USOCA’s  Consumer  Resource  Handbook. 

This  free  publication  tells  consumers  how  to  complain  and 
get  results,  and  gives  a  descriptive  listing  of  Federal,  State, 
and  local  governmental  agencies  and  private  organizations 
that  can  help. 

Each  year  the  FIC’s  receive  between  7  million  and  8 
million  inquiries,  some  of  which  are  complaints  about 
Federal  programs  or  services  and  suggestions  regarding  how 
to  make  them  more  effective.  The  FIC  program,  both  at  the 
Center  level  and  the  Washington  level,  will  analyze  these 
complaints  and  suggestions  and  report  quarterly  to  the 
appropriate  agency  the  concerns  voiced  by  the  public. 

Where  the  situation  requires  immediate  actions,  the  FIC’s  or 
the  headquarters  staff  will  promptly  bring  the  matter  to  the 
appropriate  agency  official  for  resolution.  Responses  to 
inquiries  or  complaints  received  by  the  FIC’s  are 
immediate — either  over  the  telephone  or  in  person. 

The  OFR  will  maintain  a  reading  file  of  complaint  letters 
with  the  response  letter  attached,  which  will  be  available  for 
public  inspection  upon  request. 

OVERSIGHT 

The  Administrator  of  General  Services  has  designated  the 
Director  of  Consumer  Affairs  (DCA),  at  the  GS-15  level,  to 
be  solely  responsible  for  policy  directions,  coordination,  and 
oversight  of  the  agency’s  consumer  activities.  The  Director  of 
Consumer  Affairs  will  directly  report  to  the  Administrator  on 
implementation  of  this  consumer  plan  and  the  agencywide 
consumer  order.  The  DCA  will  coordinate  the  consumer 
activities  performed  by  the  agency’s  consumer  affairs  staffs 
in  the  Consumer  Information  Center,  the  Federal  Information 
Center  programs,  the  Office  of  the  Federal  Register,  and 
other  agency  components  as  appropriate.  The  Administrator 
of  General  Services  will  issue  an  agency  wide  consumer 
order  requiring  the  appointment  of  a  key  official  at  the  policy 
level  from  each  of  the  six  GSA  Services;  the  Office  of 
General  Counsel;  and  the  CIC,  the  FIC,  and  the  OFR  to  serve 
on  an  intra-agency  consumer  committee.  This  consumer 
committee  will  be  chaired  by  the  DCA  and  will  meet  to 
discuss  activities  related  to  the  implementation  and 
expansion  of  this  consumer  program.  These  consumer 
designees  will  notify  the  DCA  of  pending  actions  (e.g.,  rules, 
programs,  and  policies)  within  their  units  which  may  have  a 
potentially  significant  impact  on  the  economic  well-being  or 
quality  of  life  of  consumers.  Upon  review  of  the  proposed 
action  and  subsequent  determination  by  the  DCA  that  an 
action  does  significantly  affect  consumers,  the  DCA  will 
meet  with  the  Service  consumer  designee  to  determine  the 
appropriate  avenue  for  consumer  participation.  In  addition, 
the  DCA  will  have  the  authority  to  independently  monitor 
and  assess  GSA  actions  in  terms  of  their  consumer  impact. 
The  DCA  will  submit  written  comments  on  proposals  in 


Assistant  Regional  Administrators  for  External  Affairs  (Consumer 

Complaint  Contacts) 

General  Services  Administration,  John  W.  McCormack  Post  Office 
and  Courthouse,  Boston,  MA  02109,  617-223-2868. 

General  Services  Administration,  26  Federal  Plaza,  New  York,  NY 
10007,  212-264-1234. 

General  Services  Administration,  Ninth  &  Market  Sts.,  Philadelphia. 
PA  19107,  215-597-9613. 

General  Services  Administration,  7th  &  D  Sts.,  S.W.,  Washington, 

DC  20407,  202-472-1804. 

General  Services  Administration,  75  Spring  St.,  S.W.,  Atlanta,  GA 
30303,  404-221-3032. 

General  Services  Administration,  230  South  Dearborn  St.,  Chicago, 

IL  60604,  312-353-5383. 

General  Services  Administration,  1500  E.  Bannister  Rd.,  Kansas  City. 
MO  64131,  816-926-7203. 

General  Services  Administration,  819  Taylor  St.,  Fort  Worth,  TX 
76102,  817-334-3284. 

General  Services  Administration,  Bldg.  41,  Denver  Federal  Center, 

.  Denver,  CO  80225,  303-234-2216. 

General  Services  Administration,  525  Market  St.,  San  Francisco,  CA 
94105,  415-556-0877. 

General  Services  Administration,  440  Federal  Bldg.,  915  Second 
Avenue,  Seattle,  WA  98174,  206-442-5556. 
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